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Research Overview

Broad objectives:

(1) To dctcrlnine reasons for not having telephone service

(2) To explore the afJ'ordability of telephone service

(3) To prov ide a means for updating telephC?ne penetration

Two studies undertaken:

(a) Non-Customer kSllrvey (in areas with less than 900/0
telephone penetration, U.S. Census, 1990)

(b) Customer Survey

"""-tm''',SI'''''" Field Research Corporation ;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;
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Non-Customer Survey: Overview ofDesign Plan

• S.F Ray Area, L.A.I()ran~e, San Diego, Fresno, Sacramento

• Block Clusters with less than 90% penetration identifier)

• 2~50 Block Clusters selected using systematic random
sampling

• In each Block Cluster, interviewers listed 60 households,

attem/Jtcc/ to interview all non-customers (] 7,275
households in total)

• For every non-custom,er interviewed, the next available
customer of the san1e ethnicity was interviewed

• Interviewed 571 Non-customers, 566 Matched Customers

,"""""".,,"'''' Il Field Research Corporation ;;;;;;.;;.;;;;;;;;;;;;;;;;
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Other Study Details
Interviewing subcontracted to ethnic minority-owned businesses.

Each Block Cluster showed ethnic I1lake-up of the cluster so interviewers
could be matched to the prcdolninant ethnicity/race.

()uestionnaires translated into Spanish, C:hincsc, Korean, Vietnalnese.
Bilingual interviewers were llsed for I-lispanic and Asian clusters.

Interviewers given intensi ve training and carefully n10njtored throughout
the project. To help in obtaining high cooperation rates interviewers carried
with them:

A.n ID badge with GTE or Pacific Bell name

i\ set of letters in English, Spanish and the three Asian languages frOIll
well known COffiITIUnity leaders endorsing the study

Field Dates: September 14 through October 31, 1993

~~~~~~~~~~~~~~~~~~~~~~~~W~searehCo~omUon ---~--
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LlharacterlstlL~S OJ lV On-L'llSll)merS

13Jack (200/0)

While (23%)

Asian (1 %) N

I-I ispanic (56 %)

Puj(T Sf)( III isll (J ') I(

Pu~/()r huglislJ 1/1
';(,

No !Jnji'/(')U'(' / I';

0 20 40 60 80 100
-l

910/0
..J

830/0

9(/fo
I

63%

680/0

Rent

Under 40 years old

3 or ,norc nu~mhers in household

.Meet LILTS qualifi"cations

AMJC/U' Spanish speaking representatives (Cl)

(a) among Hispanics Field Research Corporation ;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;
I. UO 7l'l( t":'J11<1-) fl-U 17
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Non-Customers vs. Matched Customers

• Non-Customers have just slightly lower household.
lnconzes on average

• But, are much nzore mobile than their customer
counterparts

Low Telepryone Penetration Areas

Non- Matched Difference in
Customers Customers percenta9§

52% 270/0 +25

67% 57% +]0

47% 42% +5

35 40 -5

35% 46% -11

Field Research Corporation

Lived at current address
less than 1 year

$15,300 or less (household income)

Less than high school

Average age

Married

Ill"'''iYJll'\,11(t'!Ii}',.U I
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Attitude toward Not Having Phone Service

• Most, but not all, flon-custolners.find it inconvenient

Not inconvenient

CaIl~t say 20/0

Only slightly
inconvenient

300/0

Very inconvenient

not to have ,~erv icc

Somewhat inconvenient

. .. - - -..' Field Research Corporation---·--~_·
'InU.l""'··' l'}ll"\ rM) 1
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Telephone Usage Patterns oj'Non-Customers

Non
Customers

[lsually usc -

Public, pay phone

Frienel, neighbors' phone

Average # calls/week

Average # pay phone calls/week

Median $/month

In emerl?ency, nearest phone-

In same building

Elsewhere

Median minutes to reach

65%

34

9

5

$5

42

55

3

=;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;==;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;; Field Research Corporation =;;;;;;;;;;;;;;;;;;;;;;;
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1 etejJltUlle L: ~age lJ'atlernS OJ l"V OJt-LUStuIJter~

Very Slightly/ Not
Inconvenient Somewhat Inconvenient

Usually use -

Public, pay phone 710/0 670/0 54%

Frienel, neighbors' phone 33 38 17- .......

Average # calls/week 10 ·6 8

Average # pay phone calls/week 8 3 2

Median $/month $7 $5 $3

In emergency, nearest phone -

In same building

Elsewhere

Median lninutes to reach

34

65

4

49

48

2

48

47

2

~~~~~~~~~~~~~~'~~--~~~~~~~~~~WResearehCorporntion----~
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-I Ul,'l £XpeJ~tetlCesWlltl rnLIne ;)erV1Ce

• Most non-customers have been able to get phone service

Never had

/-------

//

35(10

/ lIave had ill P~l')t\

i.e. have hCl'I1

ahle to ~ct il
L'

;;;;;;;;;;;,;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;,;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;~;;;;;;;;;;;;;;;;;;;;;;;;;;:;;.;;;;;;;;;;;;;;;;;;;;;;;;;;;;,;;;;;;;;;;;;;;;;;;;=;;;;;;;;;;;;;;;;;;;;;;~Field Research Corpora lion --~--
II Do 1",1'!t'I..'l')(U I'M' D
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r llSt l!.JXpel4 1eflCeS Wlltl 1 fluile ;)e/~VlCe

Non-customers

Neyer had -~~

Not tried to get
L-

No need: 12{1o
SOIllC need: 16%

Tried to get

Other/can't recall

350/0
/-- I-lave had in pasL

i.e. have been
able to get it

Phone company disconnected

Called cOIllpany (76 %
)

Aware installIllent plan (4l){/())

R. decided to stop
Cost reason: 11 0/0
Other reason: 21 (1()

;;;.;;;;;;;.;;;;;;;;;;.;;;;~;;;.;;;;;;;;;;.;;;;~;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;,;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;,;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;; FieId Research Corp0 ra lion ;;;;.;;;;;;;;;;;;;;,;;;;;;;;;;,;;;
II.De1.1·/('· ....11tt' ... J').I) II
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Feelings about Calling Phone Company

• I~ack oj'kflowledge,.!ears, discomfort about calling pho/Ie
company are NOT major barriers to getting phone service

• 68% jeel comjortahle calling the phone company.

• 62~) think they could get phone l\'ervice ~l' they wantct! (0.

• Fears/worries about calling the phone company rank lo'vv
as reasons jor not havinf{ phone service.

• ,,4vvareness oj'S'panish speaking representatives is very
high (91 % of j-lis/Janic non-customers aware).

• 65% have been able to get phone service.

"""Y""''I<UJ1-II II Field Research Corporation ;;;;;;;;;;;;;;;;;;;;,;;;;;;;;;;.
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j~easons Don't Have j'>hofle ~lelAvice (LYon-L1ustolllers)

• Analysis of17 SfJecific Reasons

Non
Customers

Cost related reasons

Trouble controlling calls

No need for it

Fear/worry/discomfort
calling phone company

56%

35

27

11

"",,..,"'''"""'l11 Field Research Corporation ----
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1 el('(;tJl~U;-}JJUIUUUtttty UJ 1ett5jJttutte LlerVtt.:e
- --.-_._..~~------

• Very easy
SOIllcwhat easy

III Somewhat difficult
• Very difficult

D Can't say

Non-Customers

Expected bill:

Median $29
Average $42

Matched (:ustomers
3% ~~f ] (Yo

Total monthly bill (a)

Median $48
Average $64

(a) Among those who receive 1 bill (85'10)

;:;::;:.::::;;;;;:~~~~:::;;;;;;;~;;;;;;;;::::;;;;;;;~~~~~..;;;;;;;~;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;; Field Research Corporation ----
IIJ..jI)J.t·i(nn.,,~'S""'I),~
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What Affects Perceived Affordabllity:

• Perceptions of cost rnore so than income affect
perceive([ ajjordability

Think phone service would be -

Very easy Somewhat
to afford easy Difficult

What non-cllstonzers
think it would cost -

Total ITIonthly bill (average)

To start service (average)

Believe deposit is required

Average amount

Cost of phone itself (average)

$32 $41 $56

$49 $64 $61

540/0 600/0 700;0

$59 $78 $78

$43 $30 $30

Household income

$15,300 or less

Meet ULTS qualifications

Enlployed

64

81

42

68

83

41

66

~4

28
.-..:...:~=~:;,.;;:;;:;:;;;;:;:::~~~~;;=:;:;;;;;;;;;;;;;;:;;;;:;:...;;;:::.;.:-....:....::::;;,:;;;;;;;.;;;;;;;;;;;~;;.;;:;;:;;;:;;.;;:;;:;;;:~;;;;;;;;; Field Research Corporation ------
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What Makes Phone Service Hard to Afford?
• Cost of calls, inability to control these costs

I• Big reason • Small reason I

() 20 40 60 00 100

Calls oLltside U.S.

Calls within U.S.

C=an 't control # calls

('all't control who uses

Talk a long time

Basic monthly cost

C:alls to 900 numbers

490/0

40% '

38%

(rJase --, ttlOse who qualify for ULTS and say their expected ULTS bill would be less than very easy to afford)

~~~~~~~~~~~~~~~~~~~~~~~~~ResearehCo~oroffon
Il1Hl J I1'ltt: ~.11l.£Sn.u J
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Awareness of ULli~
Low Telephone
Penetration Areas

Matched
custome'rs

Heard of something called
Universal Lzfeline Telephone Service?

Non
customers

Yes (know by name)

Yes, but cannot describe
Not heard of

Aware special service for
lovver incorne households?

Yes (know by generic)

Total "know of" service

61%

9
32

12%

73%

400/0

14
46

NA

40%-580/0

r,J!" ..- r00t aV<1ilable Not asked due to clerical error in final proofing of questionnaire.

"U.7,,'m'MeSI""" Field Research Corporation ;;;;-;;;;;;;;;;;;;;;;;;;;;;.;
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Reactions to ULT~S (When Described in Detail)

• Consi{lerable lac/( of understanding/awarerless of
some key elements of ULTS among non-customers

Non~

Customers

Say can afford ULTS installation (a) 890/0

Say installation is less than thought 630/0

Not aware can spread payments out
(among phone cOlnpany disconnects) 660/0

Not aware there is no deposit
(among those who have not had disconnect) 85%

(a) $23 GTE; $17.38 PB (base = qualify for ULTS) Field Research Corporation _
111\/.],11111'\,1·)("'>1'),.1\ I
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l~eactions to ULlf~l (after 1Jescl~lbea tfl Uelallj

• Knolvledge oj' UL1~St increases ajjordability

[~__~cry casy~__~11 SonlCW!W! _~:_;IS-;---- mill SO(-;\cwhat difficult ~ Very cli_lli~~l~J

l~efore lJI;rS After lJI;rS

Expected bill:

Median $28

Expected bill:

Median $19

(b8se those who qualify for ULT5) _._ Field Research Corporation ~
1I "'./,1 1(I",llltl'\ I"''' I~
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0/0 interviewed
in native

PB languagg

1,839

747

688

GTE

1,817

550

592

Total

MS6

1,297

1,280

Residential custolllers (all san1 pies)

ULTS subscribers

UI:rS eligible (low income)

(1 llstomer Sllrvey: Overview oj']Jeslgn Plan

• By telephone, in 5 languages

• All GTEIPB service areas

I-I ispanic CllstoIllers 766 354 412

B lack customers 375 175 200

Chinese customers 317 156 161

Korean customers 306 154 152

Vietnamese custonlers 308 156 152

Lo\v income seniors 428 207 221

49(;10

~8%

940/0

960/0

Field Dates: Septenlber 20 through October 28, 1993.
-- - ._- - - --- Field Research Corporation ---
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L'ustomer Survey
• Most) but not all) jlnd telephone service affordable

I{esidential Cllstomers

St )111 C \V 11 ~ l t L' ~ lSY
$)( r::

[) i ITicuI t /

$64*

/ Vl' rv l' ~ lSv I( ) ,till )rl j
/,- - -

$4(f;:

I-Iave had financial difficulty paying bill 120/0
Often 6
Not often 6

. rnedIC.ln total monthly bill, among those who reC(!lve 1 bill (90% of all customers)

;;:;;;;;;;;;;;;;;;;;.;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;==:;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;;==:;====:;==:;;:;:;;; Field Research Corporation ;;:;;;;;;;;;;;;;;;;;:;;;;;;;;;;;;;;
Ililol,'t'II.I:V}'1(!::.SYM)·16
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Examination of12% "'At Risk')

• Lower income, higher bills, more lEe charges

Find phone service -

Very easy Somewhat Difficult
to afford easy .("At Risk")

l-lousehold income

$25,100 or less 34% 440/0 620/0

Average monthly bill (a)

Median $40 $50 $64

Total GTEjPB charges $21 $25 $26

0() of bill - (b)

GTE/pB 53 50 41

lEe 47 50 59

(<1) among those who receive 1 bill (9U% of all customers)

\ ,uugh estimation using respondent testimony for total monthly bill and company records for GTE/PB portion.

~;,;.;;,::;.;.;;;.,;.;;;;;:;;;;;;.;;;;;;;;:;;;;;;;;;;;;;;:.;;;;;;;:;:;;;.;;..;;;;;;;;;:.;;;;;;;;:.;;;;;;;;;;;;;;;;;;;;,;;;;;;;;;;;;;;:;;;;;;;,;;;~~;;;;;;;:.;;;;;;;,;;;;;:;;;;;;;;;;;;~;:;;;;;;;;;;; FieId Research Corpofa tjon -"--
ll;1t..),1kl'\i11<nJ1-U 19
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Perceived Affordability by Type ofService

• ULTS no easier to a.fford than regular rate service
among lower income households

Regular Regular Qualify,
flat rate meas. rate ULTS don't have

Very easy to afford 63s{) 67% 54% 560/0

Somewhat easy 26 26 / 29 ?-...... )

Difficult 10 5 I 15 17

Have financial difficulty
paying bill (total)

Often

10

5

7

4

21

10

19

10

GTE/PB bill (median) (a) 25

Total monthly bill (median) (b) 48

16

32

14

39

24

42

(a) from company records
\b) respondent testimony, among those who receive 1 bill (90% of all customers)

;:;;;;;;;;:;;;;;;;;:;;;;;;;;:;;;;;;;;:;;;;;;;;:;;;;;;;;;;;;;;;;;:;;;;;;;;:;;;;;;;;:;;;;;;;;:;;;;;;;;;;;;:;;;;;;;;;:;;;;;;;;;:;;;;;:;;;;;;;;:;;;;;;;;;;;;:;;;;;:;;;;;;;;;;:;;,:;;;;;;:;;,:;;;;;;:;;,:;;;;;;;;;;;;;;;;;;;;;; Field Research Corporation ;:;;;;;;;;:;;;;;;;;;;:;;,:;;;
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~4.wareness oj" ULl ~1

Low Telephone
Penetration Areas

Residential
customers

lJeard ofsornething called

[Jniversal Lifeline Telephone S('rvice?

Matched Non-
'customers customers

Yes (know by name)

Yes, but cannot describe
Not heard of

Aware special service for
!OHJcr incorne households?

Yes (know by generic)

480/0

23
30

290/0

610/0

120/0

40(/()

]4
46

NA

Total "know of' service 76% 73% 400/0-580/0

N/\ [\Jot :wailable. f\Jot asked due to c1miGll (}rror in final proofin~ of questionnaire.

"""","''''111-\11l Field Research Corporation ---.----
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